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Executive Summery
The topic of my research is “Customers’ Perception and Satisfaction of Service
Quality- A Case on Agrani Bank ltd”. This study attempted to understand the customer
perceptions on different service quality dimensions while dealing with this bank. The
broad objective of the report is to know about the customers’ perception and satisfaction
of service quality of Agrani Bank Ltd. And specific objective of this report- To know
about the customers’ reliability on service quality of Agrani Bank ltd. To know about the
customers’ responsiveness on service quality of Agrani Bank. To know about the
customers’ assurance on service quality of Agrani Bank ltd. To know about the
customers’ empathy on service quality of Agrani Bank ltd. To know about the customers’
tangibles on service quality of Agrani Bank ltd. To analyze the customers satisfaction of
service quality of Agrani Bank ltd. To make recommendations for improving the quality
of different services provided to the customers by Agrani Bank. The study was conducted
based on both the primary and secondary sources of information. The nature of the
research is a descriptive research. I made a detailed questionnaire for my survey. For
conducting my research total sample size was 50. I took the use of descriptive statistics. I
input the data into SPSS and got the output of those data. I had use SPSS and word to get
my desired outputs. To satisfy these customers, the management can take some attempts.
I have come up with some points, which can improve the efficiency as well as quality of
the service. Agrani Bank ltd need to give more emphasize on their service quality
because survey shows customers are very much quality oriented in Banking than ever
before. To retain their customers and make them loyal Agrani Bank ltd should be give
some exclusive offering. It can be different types of loan like car loan, study loan etc and
lower interest for loan, increase the interest rate for deposits. By considering the those
recommendations the Agrani Bank can improve their service quality and satisfied their
customers with effectively and efficiency and makes them loyal customers of Agrani
Bank ltd. Considering the volume of operation and limitations of resources and proper
management the bank is doing better than many modern banks. If it is possible for the
bank management to provide recommended services, the perception of the customers will
be positive about the service quality of the Agrani Bank.
11.0 INTRODUCTION
1.1 Origin of the Report
All over the world the dimension of Banking has been changing rapidly due to
Deregulation, Technological innovation and Globalization. Banking in Bangladesh has to
keep pace with the global change. Now Banks must compete in the market place both
with local institutions as well as foreign ones. To survive and thrive in such a competitive
banking world, two important requirements are development of appropriate financial
infrastructure by the central bank and development of “professionalism” in the sense of
developing an appropriate manpower structure and its expertise and experience. To
introduce skilled Banker, only theoretical knowledge in the field of banking studies is not
sufficient. An academic course of the study has a great value when it has practical
application in real life situation. So, I need proper application of my knowledge to get
some benefit from my theoretical knowledge make it more tactful.
In a simple word, Excellence is the Capacity of producing desired result. So, Excellence
of customer is, how customers perceive services, how they assess whether they have
experienced quality services and whether they are satisfied or not.
When it refers to Excellence of customer, we assume that the dimensions of services and
the ways in which customer evaluate services are similar where the customer is internal
& external of the organization.
1.2 Background of the Report
After completion of all the courses of BBA every student has to go through a practical
orientation in reputed business organization to gather the practical knowledge. I prepared
a report based on Customers’ Perception & Satisfaction of Service Quality- A Case
Study on Agrani Bank Ltd. My Internship supervisor is Mr. Md. Moniruzzaman khan
(Lecturer of Eastern University). I have completed my Internship report on Agrani Bank
Limited, Amin court corporate Branch at, Dhaka. I have tried my best to show my
personal observation and knowledge in this report.
21.3 Objectives of the Report
The objectives of the study are as follows:
Broad Objective:
 The broad objective of the report is to know about the customers’ perception and
satisfaction of service quality of Agrani Bank Ltd.
Specific Objective:
 To know about the customers’ reliability on service quality of Agrani Bank ltd.
 To know about the customers’ responsiveness on service quality of Agrani Bank.
 To know about the customers’ assurance on service quality of Agrani Bank ltd.
 To know about the customers’ empathy on service quality of Agrani Bank ltd.
 To know about the customers’ tangibles on service quality of Agrani Bank ltd.
 To analyze the customers satisfaction of service quality of Agrani Bank ltd.
1.4 Statement of the problem
In the current study, the researcher will use six important dimensions like reliability,
responsiveness, assurance, empathy, Satisfaction and tangibles to find out the customer
service quality of Agrani Bank. The problem statement, then, is stated as follows: The
current study will identify the customer service quality of Agrani Bank considering key
dimensions such as reliability, responsiveness, assurance, empathy, Loyalty, Satisfaction
and tangibles.
1.5 Purpose of the Study
The purpose of the study was to present the relationship between service quality with
customer satisfaction and customer loyalty in Agrani Bank, the leading public sector
bank in Bangladesh. This study attempted to understand the customer perceptions on
different service quality dimensions while dealing with this bank.
1.6 Methodology
3Sources of Data Collection
The study was conducted based on both the primary and secondary sources of
information.
Primary data
I gathered primary data from the customers when they came for services at the office of
Agrani Bank Amin court corporate branch. I provided questionnaire to those customers
who were interested in participating in the survey.
Secondary data
Annual reports of Agrani Bank, class lectures provided from Agrani Bank Staff College
branch, online articles/website of Agrani Bank ltd.
Research Design
My research is a Descriptive research. I have selected this topic and at first make an
exploratory research. I just collected data and made the report. Here, I used the
SERVQUAL Scale for measuring customers’ perception.
Population
The questionnaire was distributed to those customers who have taken any kind of
services from this bank, whether they are account holder of this bank or not. The Amin
court corporate Branch total population is 300. I think that population size is small that is
why I had taken 50 sample size.
Survey method
I made a detailed questionnaire for my survey. I have collected the data both from
secondary source and primary source.
Sample size
For conducting my research total sample size was 50.
Sampling technique
4For customer interview I used non probability convenience sample.
Statistical Tool
I took the use of descriptive statistics. I have inputted the data into SPSS and got the
output of those data’s. I had use SPSS and word to get our desired outputs. I formulate a
single data and further procured the next.
I followed the following steps to prepare the report:
 Defined the problem
 Planning the research design.
 Planned the sample.
 Gathered the data.
 Processed and analyzed the data.
Formulated, concluded and prepared the report.
1.7 Scope of the Report
This report shows details about Agrani Bank Ltd and its General Banking management.
This study will identify the customer service quality of Agrani Bank considering key
dimensions such as reliability, responsiveness, assurance, empathy, and tangibles.
1.8 Limitations of the Study
 Secrecy or confidentiality is a crucial matter in this organization. As an
intern it was not possible to reach those secret topics
 Not able to collect information from all the clients.
 Limited service hour
 It was difficult to find out the gap between rules and regulations and real
life practice.  So, I went under a huge stress to find out those matters
2.0 COMPANY OVERVIEW
5Agrani Bank is a state-owned commercial bank of Bangladesh established in 1972. Its
headquarter is situated at Motijheel in Dhaka, the capital city of Bangladesh. It started
functioning as nationalised commercial bank taking over assets and liabilities of the
erstwhile Habib Bank ltd and commerce Bank ltd are functioning in the East Pakistan. It
has been privatized on 15th November 2007 and emerged as Agrani Bank Limited. The
authorized capital of the Bank is Tk. 800 crore.
Agrani Bank Limited
Type Public Limited Company
Industry Banking
Financial services
Founded March 26, 1972
Headquarters Dilkusha commercial area,Dhaka, Bangladesh
Area served Bangladesh
Key people Dr. Khondoker Bazlul Hoque{Chairman)
Products Finance and insurance
Consumer Banking
Corporate Banking
Investment Banking
Investment Management
Net income Tk 264.6 crore (US$ 38.35 million) 2008[1]
6Agrani Bank Limited is governed by a Board of Directors consisting of 13(thirteen)
members headed by a chairman. The Bank is headed by the Managing Director & Chief
Executive Officer; Managing Director is assisted by Deputy Managing Directors and
General Managers. The bank has 10 Circle offices, 30 Divisions in head office, 53 zonal
offices and 867 branches including 27 corporate and 40 AD( authorized dealer) branches.
7Deposits
Savings Accounts
Savings Bank Account can be opened in any branch of Agrani Bank by any
Bangladeshi citizen in the name of an individual or a group of individuals which can be
operated singly or jointly:
Requirements for opening a Savings Bank Account
Account Opening Form to be duly filled out and submitted to a chosen branch of
Agrani Bank along with three passport sized copies of the applicant's recent
photograph duly attested by an introducer who must be an Account Holder of any
Branch of Agrani Bank. Attested copy of Bangladesh Passport of the applicant
may also serve as an Introducer
An initial deposit of Tk. 100/- is required for opening of the A/c.
Minimum balance of Tk. 50/- to be maintained in the A/c.
A Savings Bank Account may also be opened in the name of a minor which has to
be operated by the minor's guardian.
An account in the name of an illiterate person can also be opened which is to be
operated by the Account Holder's thumb impression. For each and every
transaction of the Account the illiterate Account Holder has to present
himself/herself before the concerned Branch officials.
All required information as per terms mentioned in the Account Opening Form
Interest for the Account is applied in June and December on monthly product
8basis.
An amount of Tk. 20,000/- or 25% of the balance, whichever is lower, can be
withdrawn at a time from the account; two withdrawals per week are permissible.
Otherwise, the Account is deprived of interest accrued in the month when the
permissible provisions are not complied by.
Fixed Deposit Account
Opening a Fixed Deposit Account for different terms with any Branch of Agrani Bank is
very simple. Any individual or a group of individuals can step in to any Branch of
AgranBank, fills out a prescribed form, hand out over the counter cash or easily cashable
instrument of any amount and leave the Branch with a Fixed Deposit Receipt
Interest Rates
Schemes InterestRate
Savings Account 4.00%
Short Notice Term Deposit (SNTD) Account 3.50%
Term Deposit Accounts - Fixed Deposit Receipt (FDR)
For 3 months & above, but less than 6 months (For any amount) 7.25%
For 6 months & above, but less than 1 year (For any amount) 7.50%
For 1 year & above (For any amount less than Tk.10.00 crore) 8.00%
For 1 year & above (For any amount between Tk.10.00 crore and
Tk.50.00 crore ) 8.25%
For 1 year & above (For any amount greater than Tk.50.00 crore ) 8.50%
Agrani Bank Pension Scheme
9Term Monthly Deposit Rate of Interest
5 years TK 100 To TK 500 7.00%
10 years TK 100 To TK 500 9.00%
Interest Rates of different categories of Advances
Serial Category Interest Rate
Agriculture
1 a) Crop Loan 8.00%
b) Other Agriculture /Rural Credit 10.00%
2 a) Big & Medium scale industrial Loan 13.00%
b) Big & Medium scale industrial Loan (Thrust Sectors) 11.00%
3 Working Capital -
a) Jute Industry 13.00%
b) Other than Jute Industry 13.00%
4 Export Credit -
a) Readymade Garments, Frozen fish, Agro-processing
industrial goods
7.00%+1.00%
Service charge
b) Other exports 7.00%+1.00%Service charge
5 Commercial Loan
a) Import Finance, Fertilizer Loan and other
Commercial loan 13.00%
b) Jute Business (except export) 13.00%
6 a) Small scale Industry ( up to 3 crore) 12.00%
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b) Small scale Industry ( above 3 crore) 12.50%
7 Others -
A i) Residential House Building Loan 13.00%
ii) Commercial House Building Loan 13.00%
B i) Rural House Building Loan 10.00%
ii) Swanirvar Loan 10.00%
C Special Credit Scheme of Agrani Bank Ltd. -
i) Poverty Alleviation, Self Employment, Rural
Transport & Power Tiller 10.00%
ii) Womens' Credit Scheme 11.00%
iv) Credit scheme for unemployed youths for going
abroad 12.00%
v) Micro enterprise Credit Program 12.50%
f) Small Enterprise Project 10.00%
D Transport & Brick Field 13.00%
E Work-Order 13.00%
G Cold Storage 11.00%
H Ministry of Food 13.00%
I B A D C -
J Loan against FDR 12.00%
K Loan against DPS 17.00%
L Loan against APS (10 years) 13.00%
M Loan against APS (5 years) 11.00%
N Loan against Defense Certificate, Wage Earners Bond, 14.00%
11
National Investment Bond, ICB Unit, Bangladesh
Savings Certificate
O Loan against Share / Debenture 14.00%
P Loan (others) 14.00%
Q Consumer Credit 14.00%
8 Project Loan to export oriented Industry 11.00%
A) Term Loan (Thrust Sector) -
i) Agro-based Industry (except cold storage) 11.00%
ii) Computer Software & IT/data export 11.00%
iii) Electronics 11.00%
iv) Artificial Flower Production 11.00%
v) Frozen Food (including Frozen , chicken & Meat) 11.00%
vi) Export oriented non traditional Agro-product 11.00%
vii) Gift Items 11.00%
viii) 100% export oriented finished leather goods 11.00%
ix) 100% export oriented jute goods 11.00%
x) Jewellery & Diamond cutting & Polishing 11.00%
xi) Silk worm cultivation & sericulture industry 11.00%
xii) Stuffed Toys 11.00%
xiii) 100% export oriented textile industry (except
Garments) 11.00%
xiv) Oil & Gas 11.00%
9 Cash Credit / Hypothecation to Export OrientedIndustry (except LC and Bank Guaranty) 12.00%
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10 Working Capital
a) Back to Back LC -
b) 1-PSC (Pre Shipment Credit) to Garments Industry 7.00%+ 1.00%service charge
2-Packing Credit 7.00%+ 1.00%service charge
11 Loan for import capital machinery for Export Industry decided onacceptance
12 SME & Micro Credit
i) EGPRP Medu 13.00%
ii) Production Oriented Employment Program (PEP) 13.00%
iii)Kurigram Poverty Aleviation Program 13.00%
13 Import Loan
i) PAD 13.00%
ii) LIM 13.00%
iii) LTR 13.00%
iv) Demand Loan 13.00%
14 IBP (Inland Bill Purchase) 13.00%
Agrani Bank Special Deposit Scheme
Term Monthly Deposit Rate of Interest
5 years TK 1000 To TK 10000 8.00%
10 years TK 1000 To TK 10000 9.00%
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SME
This Program Small & Medium Enterprises Financing is being implemented in the Bank
from 2005. The main objective is to promote and establish the Small and Medium Enterprises
of Bangladesh as an efficient and profitable business concern with a view to ensure the
economic development of the country by increasing local productions, generating income &
employment.
Micro Enterprises Credit Programme
This Programme came into force by the Bank in 1993 with a view to extend the small
enterprises for the socio-economic development of the country. A wide range of micro
enterprises such as Tailoring, Printing, Readymade garments, Small Pharmacy, Shop of
electric goods, Small Poultry and other income generating activities are involved in the
project activities. The maximum ceiling of the loan is Tk.1,00,000 and loan upto Tk.50,000 is
collateral free. The maximum repayment period of the loan is 18 months and the rate of
interest of the loan is reasonably minimum.
Marginal and Small Farm Systems Crop Intensification Project ( MSFSCIP ) - IFAD
Loan no.-194-BD.
This project was undertaken by the Bank in 1990 in association with Bangladesh Bank,
Rangpur Dinajpur Rural Services (RDRS) GTZ, and IFAD. Credits provided by the Bank are
re-financed by Bangladesh Bank.The project is being implemented in 9 Upazillas of
Kurigram District. The primary objective of the project is to establish a sustainable linkage
between the SHGs(Self Help Groups) and the Bank so that the rural poor become bankable.
The Self Help Groups (SHGs) comprising of 15-20 beneficiaries. Under the project, credit
facilities are being extended to Self Help Groups of Marginal and Small Farmers both for
collective and individual activities in the form of Seasonal Agricultural Loan (SAL),
Agricultural Investment Loan (AIL), Non-Agricultural Investment Loan (NAIL). Loans are
collateral-free with a maximum ceiling of Tk.8,000 at individual level and Tk.80,500 at
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collective level and the rate of interest is only 12% per annum .
Special Commercial Loan Programme.
Special Commercial Loan Programme was undertaken by the Agrani Bank Ltd. in 1992 with
a view to extend & develop the small business in the country.This is a short term loan and it
is delivered as Cash Credit (C.C-Hypo). Maximum celling of the loan is 2,75,000/- and
necessary collateral security is required for the loan . The rate of interest is minimum and it is
12.50% .
Daridra Bimochon Karmasuchi (DABIK)
In collaboration with the Ministry of Youth and Sports, this programme was undertaken
in 1990. Since November, 1995, however, the programme is being implemented as the
Bank's own programme. Landless rural poor owning land (including homestead) upto
0.50 acre can avail of credit facilities being a member of the 5-member group formed
under this project. A wide range of activities are being financed under this program viz.
mini poultry, beef-fattening, rural transport, handicrafts, small business, tailoring, fishery,
nursery, vegetable production, food processing etc.Under the project credits are extended
for a maximum amount of Tk.10,000/= without collateral and the interest rate is 10% per
annum only.
Small Enterprises Development Project (SEDP, BGD-041):
This project was undertaken by the Bank in 1995 in association with NORAD to extend
credit facilities in 40 Upazillas in greater Faridpur and Mymensingh Districts for
establishment of micro enterprises. Under the project,50% of the credit fund is being
provided by NORAD and 50% by the Bank. The main objective is to improve socio
economic conditions of the project areas through creating employment opportunities. A
wide range of micro enterprises are being financed under this project such as rice mill,
oil mill, food processing , flour mill, nursery, repairing workshop, hatchery, fishery,
weaving, handicreafts etc. Maximum loan celling is Tk. 7,50,000.The rate of interest is
minimum and the maximum loan repaymat period is 7 years. Now, the Project is going
to be a subsidiary company of the Agrani Bank Ltd.
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The Special Micro Credit Programme for Disable Person came into operation in the
Bank in 2002 under the instruction of the Bangladesh Government. The main objective
of the Programme is to make the disable person self reliant and bring them into the
mainstream development activities of the country. The persons who are physically
disable but mentally capable of operating the business can enjoy the loan facilities under
this programme. An individual or jointly with the competant member of his family can
get the loan. Under the project maximum loan celling for the first time is Tk.25,000 and
for the second timeTk.50,000.The rate of interest is 10% only. No collateral is required
for the loan and any branch of the Agrani Bank Ltd. may disburse the loan as per
requirement.
Financing NGOs for On-lending to rural poor
Agrani Bank is pioneer in extending loans to NGOs for on-lending to groups of rural
poor for various income generating activities. The NGOs which are in shortage of credit
fund may avail of loan facilities at an acceptable interest rate from this Bank.
Special Assistance Project For Cyclone Affected Rural Households
This loan Scheme was undertaken by the Bank in 1993. The main objective of the
project is to rehabilitate the current productive potential of people affected by cyclone.
The sector of financing were Crop loan, Agri-Mecheneries, Fisheries, Livestock's, Boat
making/repairing, Nursery, off farming, Income generating activities etc. The maximum
celling of the loan was Tk.1,00,000 . After completion of the Project the recovery
activities of the outstanding loan are going on by the Bank.
NRB Banking
NR Investors Taka Account
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With a view to helping Wage Earners invest in shares and securities in Bangladesh
"Nonresident Investor's Taka (NIT) Account" has been introduced. A Wage Earner can open a
NIT Account with any AD Branch of Agrani Bank Limited under the following conditions:
Dividends or sale proceeds of shares or securities may be deposited in the NIT Account
Account Holder can repatriate the available balance amount of the account in foreign
currency back to any country of his/her choice
Dividend and capital gains deposited in the account are exempted from Income Tax
The account can be operated by nominee (s).
Us Dollar Premium Bond & Us Dollar Investment Bond
Nonresident Bangladeshi's seeking an attractive investment opportunity in Bangladesh ,can
invest in US Dollar Premium Bond & US Dollar Investment Bond issued by Bangladesh
Government from 1st November, 2002 through their Foreign Currency account.
Major Features of both the Premium and Investment Bonds:
 3 years maturity .
 Half yearly interest payment .
 Principal amount and interest can be payable in either Bangladeshi Taka or US Dollar.
 Principal and interest both are free of income tax .
 At maturity ,the principal amount can be reinvested or repatriated.
 In case of loss, partial damage or complete damage of the bond,duplicate bond will be
issued.
 The bond can be enchased before maturity but partial encashment is not allowed.
 Persons buying bonds worth US $ 1 million or 10 lac US Dollar will get CIP status.
 The Bond holder can nominate a nominee and the bonds will accrue interest on behalf
of the nominee even after the death of the bond holder.
Features of Premium Bond:
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 7.5% annual interest rate.
 Principal amount is payable in US Dollar.
 Interest is payable in Bangladesh Taka.
 Principal amount can be payable in Bangladesh Taka if the purchaser desires.
 If any customer buys bond worth 10,000 US Dollar ,continues to increase the
investment up to death, he or she will get 15% to 25% of invested amount with a
maximum of Taka.2,000,000/- as death risk benefit under specific terms & conditions.
 6.5% annual interest rate.
 Principal amount and interest payable in US Dollar.
 Principal amount and interest can be payable in Bangladesh Taka at the discretion of
the investor.
Face value of both the Bonds:
 US Dollar 500,1000,5000,10,000 and 50,000
Limit of Purchase:
 Lowest 500 US dollar and highest of any amount in multiple of 500.
Nominee:
In the event of the death of the holder ,the nominee and in the event of the death of both the
holder and the nominee ,the heir(s) of the holder shall be able to withdraw the amount of the
bond(Principal ,interest & death risk benefit if any).
Bond Issuing Branches of Agrani Bank Limited:
 Principal Branch,Motijheel ,Dhaka.
 Foreign Exchange Branch,Dhaka.
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 Ramna Branch,Dhaka.
 Amin Court Branch,Motijheel,Dhaka
 Purana Paltan Branch,Dhaka.
 Lal Dighi East Branch,Chittagong.
 Commercial Area Branch,Agrabad,Chittagong.
 Clay Road Branch,Khulna.
 Shaheb Bazar Branch,Rajshahi.
 Lal Dighir Par Branch,Sylhet.
 Chowkbazar Branch,Barisal.
 Jessore Branch,MM Ali Road,Jessore.
Besides these, information can be collected from any AD branch of Agrani Bank.
Encashment of Bond Before maturity:
A. Premium Bond
 No interest will be given if enchased before 1 year.
 For encashment over 1 year but less than 2 year ,interest rate will be 6.5%.
 For period over 2 years but less than 3 years , interest rate will be 7%.
 For period 3 years and over ,interest rate will be 7.5%.
B. Investment Bond
 No interest will be given if en cashed before 1 year.
 For encashment over 1 year but less than 2 year ,interest rate will be 5.5%.
 For period over 2 years but less than 3 years , interest rate will be 6%
 For period 3 years and over ,interest rate will be 6.5%.
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Wage Earner's Development Bond (WEDB)
Wage earners living abroad may purchase "Wage Earner's Development Bond" in
Bangladesh Taka under the following terms & conditions:
Denominations:
Taka 25,000 Taka 50,000 Taka 100,0000
Terms:
For Five years
Interest:
12%. In case of premature encashment interest will be paid at lower rate
Insurance Coverage:
Any purchaser of Wage Earner's Development Bond is entitled to get death-risk benefit.
Repatriation in Foreign Currency:
Purchaser of WEDB can repatriate the principal amount of the bond in foreign currency
Tax Benefit:
Interest earned from WEDB is exempted from Income Tax
Availability of WEDB:
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Application Forms may be collected from any AD Branch of Agrani Bank. or any other
Bank in Bangladesh or Agrani Exchange House in Singapore or Bangladesh Missions
abroad. But the Form has to be submitted to any AD Branch of Agrani Bank. in
Bangladesh for purchasing WEDB
Foreign Currency Account
Account opened and maintained by authorized dealer branches in Foreign Currency
without prior approval of Bangladesh Bank is called Foreign Currency Accounts.
Who can open?
Bangladeshi nationals working or earning abroad including self-employed
Bangladeshi immigrants proceeding abroad on employment may open F.C. Account
even without initial deposit.
Foreign nationals residing abroad or in Bangladesh and also Foreign firms
registered abroad and operating in Bangladesh or abroad.
Foreign missions and their expatriate employees.
Bangladeshi nationals working with the Foreign/ International organizations
operating in Bangladesh provided their salary is paid in Foreign Currency or their
consultancy fees/honoraria received in Foreign Currency.
Diplomatic Bonded Warehouse (duty free shops) licensed by the custom authorities.
Local and Joint Venture contracting firms employed to execute projects by foreign
donors/international donor agencies as per relevant contract which will be closed as
soon as the projects are concluded.
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Currencies:
Foreign Currency (F.C.) Account may be opened in the following foreign currencies:
U.S. Dollar (USD)
Great Britain Pound Sterling (GBP)
Euro
Japanese Yen. (JPY).
Documents required for opening F.C. Account:
Prescribed Account Opening Form
2(Two) Passport size photographs
Authorised Specimen Signature Card
Proof of employment or other related documents.
In case of nominee additional 2 copies of passport size photograph of the nominee
Photo copies of Passport or other related documents.
Mode of Deposits:
The Foreign Currency Accounts may be credited in the following ways:
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Cash Foreign Currency brought in by the depositor.
Travellers Cheques.
Cheques or Drafts.
Money Order Receipt
By Electronic Fund Transfer.
Interests:
The ADs maintaining foreign currency accounts can pay interest of F.C. Accounts, if
the accounts are maintained in the form of Term Deposits for a minimum period of 90
days. Interest rates are comparable with the rates available on similar accounts
maintained abroad.
Retention of Foreign Currency in Accounts;
Bangladeshi citizens and other persons residing in Bangladesh or abroad are required to
self-declare such F.C. to an AD within one month from the date of acquisition by them
of such F.C.
Service
Cash Services
ATM Services
Cheque Encashment
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Foreign Currency
Fund Transfer
Inter-branch Money Transfer
Swift
Telegraphic Transfer
Issuing & Enchasing Foreign Drafts
Value Added Services
Locker Services
Agency Services
Inland Remittance
2.1 SWOT analysis of Agrani Bank
SWOT analysis gives an organization an insight of what they can do in future and how
they can compete with their existing competitors.
Strengths:
 Large number of branches than any other bank in our country.
 Agrani Bank has already established a favorable reputation in the banking
industry of the country.
 A good number of experienced bankers in its management.
 The numbers of depositors are more than other bank in our country.
 Largest nationalized commercial bank of Bangladesh.
 Have proactive & efficient management.
 Most profitable bank in Bangladesh.
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Weaknesses:
 The activities of bank are maintained by manually in the rural area.
 People do not get better facility in government bank that they get in privet
commercial bank.
 Low remuneration package.
 Lack of modern information technology being practiced.
 Salary is fewer amounts other than competitors.
 They have not adequate ATM booths.
Opportunities:
 Their network service is whole the country, so people get more service here.
 Agrani Bank can collect deposit from rural area that other bank can not do
because of their huge branches.
 People are interested in getting personal loan with lower interest rate.
 High contribution in economic development
 Money transfer easily in any branches of Bangladesh.
Threats:
 Many banks offer different type of product that people like than Agrani Bank.
 The employees take more time to work that people dislike, so their customers may
decrees in future.
 The contemporary banks of Agrani Bank ltd such as private Bank are its major
rivals.
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3.0 ANALYSIS & FINDINGS
In below I analyze my findings in a descriptive way. I used SPSS software to complete
my report so the data are given is reliable and perfectly analyzes. I went to different
groups of customers to collect information for my research.
3.1 Descriptive Analysis and Frequency Distribution:
To analyze my respondents answer I did descriptive analysis and frequency distribution.
* Descriptive Analysis: It refers the transformation of raw data into a form that will
make them easy to understand and interpret; rearranging, ordering, manipulating data to
provide descriptive information.
* Frequency Distribution: It refers a set of data organized by summarizing the number
of times a particular value of a variable occurs.
I targeted my sample size as 50. In my sample size my main target is to know about
customer satisfaction of service quality of Agrani Bank ltd. In By using descriptive
analysis and frequency distribution, we can assume about the total population. Those are
given descriptively and graphically as follows:
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Q 1. Gender
Gender
Frequency Percent Valid Percent
Cumulative
Percent
Valid male 30 60.0 60.0 60.0
female 20 40.0 40.0 100.0
Total 50 100.0 100.0
My sample size was 50. Among them I found that there is 30 % male and 20 % female.
In above table i can also see that female 30 and male 20 among my respondent. The ratio
can be seen graphically in the pie chart:
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Q 2. Age
Age
Frequency Percent Valid Percent
Cumulative
Percent
Valid 15-30 yrs 15 30.0 30.0 30.0
31-45 yrs 18 36.0 36.0 66.0
46-60 yrs 10 20.0 20.0 86.0
more than
60 7 14.0 14.0 100.0
Total 50 100.0 100.0
I had divided my respondents’ age group into four classes. Among them 15-30 years old
were 15 people. 31-45 years old were 18 persons. 46-60 years old were 10 persons. More
than 60 years old were 7 persons. So I can say that most of the respondents are between
31-45 years old. I can see the ratio of the different age group people as follows on pie
chat:
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Q 3. Occupation
Occupation
Frequency Percent Valid Percent
Cumulative
Percent
Valid Service
holder 19 38.0 38.0 38.0
Business
person 24 48.0 48.0 86.0
others 7 14.0 14.0 100.0
Total 50 100.0 100.0
My sample size was 50. Among them I found that there is 19 Service holder and 24
Business persons and 7 others. I can also see that 38 % Service holder and 48 % Business
persons & 14 % others was my respondent. The ratio can be seen in the pie chat:
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3.2 Perception Statements in the Reliability Dimension
Q.4. When Agrani Bank promises to do something by a certain time, it does so
When Agrani Bank promises to do something by a certain time, it does so
Frequency Percent Valid Percent
Cumulative
Percent
Valid strongly
disagree 2 4.0 4.0 4.0
disagree 26 52 52.0 66.0
Uncertain
/ Neutral 5 10 10.0 14.0
agree 14 28.0 28.0 94.0
strongly
agree 3 6.0 6.0 100.0
Total 50 100.0 100.0
My sample size was 50. Here analysis shows that among the total respondents 26 persons
were disagreed and 14 persons were agreed with this question. Also we found that 5
persons were neutral and 2 persons were highly disagreed. The ratio among them was
shown below in bar chart:
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Q 5. Agrani Bank shows a sincere interest in solving your problems
Agrani Bank shows a sincere interest in solving your problems
Frequency Percent Valid Percent
Cumulative
Percent
Valid disagree 3 6.0 6.0 6.0
Uncertain
/ Neutral 14 28.0 28.0 34.0
agree 26 52.0 52.0 86.0
strongly
agree 7 14.0 14.0 100.0
Total 50 100.0 100.0
Agrani Bank ltd shows sincere interest in solving it. After analysis this statement we
found that most of the respondents were agreed which were 26 persons. Also found that
14 persons were neutral with this statement and 3 people were committed with disagree.
The ratio was shown in the bar chart:
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Q 6. Agrani Bank performs the right service at first time
Agrani Bank performs the right service at first time
Frequency Percent Valid Percent
Cumulative
Percent
Valid strongly
disagree 2 4.0 4.0 4.0
disagree 8 16.0 16.0 20.0
uncertain 17 34.0 34.0 54.0
agree 17 34.0 34.0 88.0
strongly
agree 6 12.0 12.0 100.0
Total 50 100.0 100.0
Total sample size was 50. Here analysis sows that among the total respondents 17
persons were agreed with this statement. They think that Agrani Bank ltd performs the
services right the first time. 6 people were strongly agreed with this statement. Also17
persons were neutral and the rest of the respondents were disagreed and strongly
disagreed. The ratio between them shows in bar chart:
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Q 7. Agrani Bank provides its services at the time it promises to do so
Agrani Bank provides its services at the time it promises to do so
Frequency Percent Valid Percent
Cumulative
Percent
Valid disagree 3 6.0 6.0 6.0
Uncertain
/ neutral 13 26.0 26.0 32.0
agree 26 52.0 52.0 84.0
strongly
agree 8 16.0 16.0 100.0
Total 50 100.0 100.0
Agrani Bank ltd provides its services at the time it promises to do so. Here analysis
shows that most of the respondents are agreed with this statement. Among them 26
persons agreed and 8 persons were strongly agreed and 13 persons were neutral about
that statement. But there were no strongly disagreed persons with this statement. The bar
chart shows below:
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Q 8. Agrani Bank keeps you informed about when services will be performed
Agrani Bank keeps you informed about when services will be performed
Frequency Percent Valid Percent
Cumulative
Percent
Valid strongly
disagree 3 6.0 6.0 6.0
disagree 23 46.0 46.0 70.0
Uncertain
/ neutral 9 18.0 18.0 24.0
agree 10 20.0 20.0 90.0
strongly
agree 5 10.0 10.0 100.0
Total 50 100.0 100.0
Agrani Bank ltd. keeps customers informed, when services will be performed. Total
sample size was 50. Here analysis shows that most of the respondents were disagreed. 10
peoples were agreed and 5 peoples were strongly agreed. 23 people disagreed and 3
people strongly disagreed. The bar chart shows below:
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3.3 Statements in the Responsiveness Dimension
Q 9. The employees in Agrani Bank give you prompt Service
The employees in Agrani Bank give you prompt Service
Frequency Percent Valid Percent
Cumulative
Percent
Valid disagree 5 10.0 10.0 10.0
Uncertain
/ Neutral 16 32.0 32.0 42.0
agree 27 54.0 54.0 96.0
strongly
agree 2 4.0 4.0 100.0
Total 50 100.0 100.0
Here shows that most of the respondents are agreed with this statement. They think that
employees in Agrani Bank ltd give prompt service. Among the total respondents agreed
persons were 27 and strongly agreed were 2 persons. 16 people were neutral and 5 were
disagreed. There were no strongly disagreed with this statement. The bar chart is given
follows:
35
Q 10. The employees in Agrani Bank always willing to help you
The employees in Agrani Bank always willing to help you
Frequency Percent Valid Percent
Cumulative
Percent
Valid Uncertain
/ Neutral 12 24.0 24.0 24.0
agree 29 58.0 58.0 82.0
strongly
agree 9 18.0 18.0 100.0
Total 50 100.0 100.0
Employees in Agrani Bank ltd are willing to help you. With this statement no one were
disagreed or strongly disagreed. Strongly agreed were 9 people, 29 persons were agreed
and 12 people were neutral. The bar chart shows below:
36
Q 11. The employees in Agrani Bank are never too busy to respond to your request
The employees in Agrani Bank are never too busy to respond to your request
Frequency Percent Valid Percent
Cumulative
Percent
Valid disagree 1 2.0 2.0 2.0
Uncertain/
neutral 11 22.0 22.0 24.0
agree 27 54.0 54.0 78.0
strongly
agree 11 22.0 22.0 100.0
Total 50 100.0 100.0
Employees in Agrani Bank ltd are never too busy to respond to your request. After
analysis this statement I found that most of the respondents are agreed with this
statement. Among the total respondents 11 persons were strongly agreed and 27 were
agreed. 11 persons were neutral and 1 person was disagreed. No one was strongly
disagreed. The bar chart is given below:
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3.4 Statements in the Assurance Dimension:
Q 12. The behavior of the employees of the Agrani Bank inspires confidence in you
The behavior of the employees of the Agrani Bank inspires confidence in you
Frequency Percent Valid Percent
Cumulative
Percent
Valid disagree 28 56.0 56.0 64.0
Uncertain
/ neutral 4 8.0 8.0 8.0
agree 13 26.0 26.0 90.0
strongly
agree 5 10.0 10.0 100.0
Total 50 100.0 100.0
The behavior of employees in Agrani Bank inspires confidence in you. Here analysis
shows that most of the people were disagreed. Among the total respondents 28 persons
were disagreed, 13 persons were agreed and 5 were strongly agreed There was no
strongly disagreed. The figured as the bar chart given below:
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Q 13.You feel safe in your transactions with Agrani Bank
You feel safe in your transactions with Agrani Bank
Frequency Percent Valid Percent
Cumulative
Percent
Valid disagree 5 10.0 10.0 10.0
Uncertain
/ neutral 16 32.0 32.0 42.0
agree 23 46.0 46.0 88.0
strongly
agree 6 12.0 12.0 100.0
Total 50 100.0 100.0
With this statement most of the respondents were agreed. Among the total respondents 23
persons were agreed with this statement and 6 persons were strongly agreed. 16 persons
were neutral and 5 persons were disagreed. But there were no strongly disagreed people.
The pie chart shown below:
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Q 14.The employees in Agrani Bank consistently courteous with you
The employees in Agrani Bank consistently courteous with you
Frequency Percent Valid Percent
Cumulative
Percent
Valid strongly
disagree 3 6.0 6.0 6.0
disagree 10 20.0 20.0 26.0
Uncertain
/ neutral 11 22.0 22.0 48.0
agree 24 48.0 48.0 96.0
strongly
agree 2 4.0 4.0 100.0
Total 50 100.0 100.0
Employees in Agrani Bank ltd are consistently courteous with you. Here analysis shows
that 24 persons were agreed with this statement that is 48 % and 2 people were strongly
agreed with the statement. 11 persons were neutral and the rest were disagreed and
strongly disagreed. The ratio among them is given below as the pie chart:
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Q 15. The employees in Agrani Bank have the knowledge to answer your questions
The employees in Agrani Bank have the knowledge to answer your questions
Frequency Percent Valid Percent
Cumulative
Percent
Valid disagree 2 4.0 4.0 4.0
Uncertain/
Neutral 9 18.0 18.0 22.0
agree 26 52.0 52.0 74.0
strongly
agree 13 26.0 26.0 100.0
Total 50 100.0 100.0
Employees in Agrani Bank ltd have the knowledge to answer your question. After
analysis this statement I found that 26 persons were agreed and 13 people were strongly
agreed with this. 9 persons were neutral and the rest were disagreed. The ratio among
them is given below as the bar chart:
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3.5 Statements in the Empathy Dimension:
Q 16. Agrani Bank gives you individual attention
Agrani Bank gives you individual attention
Frequency Percent Valid Percent
Cumulative
Percent
Valid disagree 26 52.0 52.0 76.0
Uncertain/
Neutral 12 24.0 24.0 24.0
agree 10 20.0 20.0 96.0
strongly
agree 2 4.0 4.0 100.0
Total 50 100.0 100.0
Agrani Bank ltd gives you individual attention. With this statement most of the
respondents were disagreed. 12 people were neutral. 10 respondents were agreed and 2
people were strongly agreed. The ratio among them is given below in the bar chart
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Q 17. Agrani Bank has employees who give you individual attention
Agrani Bank has employees who give you individual attention
Frequency Percent Valid Percent
Cumulative
Percent
Valid strongly
disagree 3 6.0 6.0 6.0
disagree 9 18.0 18.0 24.0
Uncertain/
neutral 19 38.0 38.0 62.0
agree 17 34.0 34.0 96.0
strongly
agree 2 4.0 4.0 100.0
Total 50 100.0 100.0
Agrani Bank ltd has employees who give you personal attention. Here analysis shows
that 38 % respondents were neutral but 34 % respondents were agreed and only 18 %
respondents were disagreed. Strongly agreed and strongly disagreed persons were very
few. The ratio among them is given below as the pie chart:
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Q 18. Agrani Bank has your best interests at heart
Agrani Bank has your best interests at heart
Frequency Percent Valid Percent
Cumulative
Percent
Valid strongly
disagree 3 6.0 6.0 6.0
disagree 5 10.0 10.0 16.0
Uncertain
/neutral 10 20.0 20.0 36.0
Agree 25 50.0 50.0 86.0
strongly
agree 7 14.0 14.0 100.0
Total 50 100.0 100.0
Agrani Bank ltd has your best interests at heart. Here analysis shows that 25 persons were
agreed and 7 people were strongly agreed with this statement. 10 persons were neutral
and the rest were disagreed and strongly disagreed. The ratio among them is given below
as the bar chart:
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Q 19. The employees in Agrani Bank understand your specific needs
The employees in Agrani Bank understand your specific needs
Frequency Percent Valid Percent
Cumulative
Percent
Valid disagree 5 10.0 10.0 10.0
Uncertain
/ neutral 21 42.0 42.0 52.0
agree 20 40.0 40.0 92.0
strongly
agree 4 8.0 8.0 100.0
Total 50 100.0 100.0
Employees of Agrani Bank ltd understand your specific needs. With this statement most
of the respondents were neutral. Among the total respondents 20 people were agreed and
4 persons were strongly agreed.  5 people were disagreed. The ratio between them is
given below as the bar chart:
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3.6 Statements in the Tangibles Dimension:
Q 20. Agrani Bank has modern-looking and hi-tech equipments
Agrani Bank has modern-looking and hi-tech equipments
Frequency Percent Valid Percent
Cumulative
Percent
Valid strongly
disagree 5 10.0 10.0 10.0
disagree 25 50.0 50.0 60.0
uncertain 16 32.0 32.0 92.0
agree 4 8.0 8.0 100.0
Total 50 100.0 100.0
Agrani Bank has modern-looking and hi-tech equipments. Here analysis shows that most
of the respondents were disagreed with this statement. Among the total respondents 50 %
were disagreed, 32 % were neutral and 8 % were agreed. The ratio among them is given
below as the pie chart:
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Q 21. Agrani Bank's physical facilities are visually appealing
Agrani Bank's physical facilities are visually appealing
Frequency Percent Valid Percent
Cumulative
Percent
Valid disagree 4 8.0 8.0 8.0
uncertain 29 58.0 58.0 66.0
agree 17 34.0 34.0 100.0
Total 50 100.0 100.0
Agrani Bank’s physical facilities are visually appealing. From this statement I found that
17 persons were agreed. 29 persons were uncertain and 4 persons were disagreed. The
ratio among them is given below as the bar chart:
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Q 22. The employees of the Agrani Bank appear neat
The employees of the Agrani Bank appear neat
Frequency Percent Valid Percent
Cumulative
Percent
Valid disagree 5 10.0 10.0 10.0
Uncertain
/neutral 21 42.0 42.0 52.0
agree 18 36.0 36.0 88.0
strongly
agree 6 12.0 12.0 100.0
Total 50 100.0 100.0
Agrani Bank’s employees appear neat. Here analysis shows that majority were neutral.
Among the total respondent 21 respondents were neutral 18 people were agreed and 6
respondents were strongly agreed.  The rest were disagreed and strongly agreed. The ratio
among them is given below as the bar chart:
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Q 23. Materials associated with the service are visually appealing at the Agrani
Bank ltd.
Materials associated with the service are visually appealing at the Agrani Bank ltd.
Frequency Percent Valid Percent
Cumulative
Percent
Valid disagree 7 14.0 14.0 14.0
uncertain 22 44.0 44.0 58.0
agree 18 36.0 36.0 94.0
strongly
agree 3 6.0 6.0 100.0
Total 50 100.0 100.0
Materials associated with the service are visually appealing at Agrani Bank ltd. Here 36
% were agreed with this statement and 6 % were strongly agreed with this statement.
44% were neutral that is most and 14 % were disagreed. There were no strongly
disagreed. The ratio among them is given below as the pie chart:
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Q 24. Agrani Bank has convenient business hours
Agrani Bank has convenient business hours
Frequency Percent Valid Percent
Cumulative
Percent
Valid disagree 2 4.0 4.0 4.0
uncertain 14 28.0 28.0 32.0
agree 27 54.0 54.0 86.0
strongly
agree 7 14.0 14.0 100.0
Total 50 100.0 100.0
Agrani Bank has convenient business hours at Agrani Bank ltd. Here analysis shows that
27 persons were agreed with this statement that is most and 7 people were strongly
agreed with this statement. 14 persons were neutral and 2 people were disagreed. There
were no strongly disagreed. The ratio among them is given below as the bar chart:
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3.7 Statements in the Satisfaction Dimension:
Q 25. How satisfied are you with the behavior of Agrani Bank's staff
How satisfied are you with the behavior of Agrani Bank's staff
Frequency Percent Valid Percent
Cumulative
Percent
Valid Highly
Dissatisfied 6 12.0 12.0 12.0
Dissatisfied 26 52.0 52.0 64.0
Uncertain/
neutral 12 24.0 24.0 88.0
Satisfied 6 12.0 12.0 100.0
Total 50 100.0 100.0
How satisfied are you with the behavior of Agrani Bank's staff? From this question I
found that 52 % respondents were dissatisfied & 12 % were highly dissatisfied. Also I
can see that 24 % respondents were neutral and 12 % respondents were satisfied. The
ratio among them is given below as the pie chart:
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Q 26. How satisfied are you with the product knowledge of Agrani Bank's staffs
How satisfied are you with the product knowledge of Agrani Bank's staffs
Frequency Percent Valid Percent
Cumulative
Percent
Valid Highly
Dissatisfied 1 2.0 2.0 2.0
Dissatisfied 5 10.0 10.0 12.0
Uncertain 18 36.0 36.0 48.0
Satisfied 23 46.0 46.0 94.0
Highly Satisfied 3 6.0 6.0 100.0
Total 50 100.0 100.0
Here analysis shows that 23 persons were satisfied and only 5 persons were dissatisfied
with the product knowledge of Agrani Bank’s staffs. Also there were 18 persons neutral
and 1 persons highly dissatisfied. The ratio among them is given below as the bar chart:
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Q 27. How satisfied are you with the fees/service charges of the Agrani Bank
How satisfied are you with the fees/service charges of the Agrani Bank
Frequency Percent Valid Percent
Cumulative
Percent
Valid Uncertain 8 16.0 16.0 16.0
Satisfied 17 34.0 34.0 50.0
Highly
Satisfied 25 50.0 50.0 100.0
Total 50 100.0 100.0
Here, analysis shows that most of the respondents were highly satisfied with the
fees/service charge of the Agrani Bank. Among the 50 respondents’ 25 respondents were
highly satisfied and 17 respondents were satisfied. There is no any dissatisfied. The ratio
among them is given below as the bar chart:
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Q 28. How satisfied are you with the way you receive your statements
How satisfied are you with the way you receive your statements
Frequency Percent Valid Percent
Cumulative
Percent
Valid Dissatisfied 6 12.0 12.0 12.0
Uncertain /
Neutral 29 58.0 58.0 70.0
Satisfied 15 30.0 30.0 100.0
Total 50 100.0 100.0
Total sample size 50. Here analysis shows that most of the respondents were neutral.
Among the total respondents 58 % respondents were neutral and 30 % respondents were
satisfied. Also 12 % respondents were dissatisfied. The ratio among them is given below
as the pie chart:
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Q 29. How satisfied are you with the cheque book/ delivery
How satisfied are you with the cheque book/ delivery
Frequency Percent Valid Percent
Cumulative
Percent
Valid Highly
Dissatisfied 5 10.0 10.0 10.0
Dissatisfied 29 58.0 58.0 68.0
Uncertain /
Neutral 11 22.0 22.0 90.0
Satisfied 5 10.0 10.0 100.0
Total 50 100.0 100.0
Here we found that most of the respondents were dissatisfied with the cheque book/
delivery of Agrani Bank ltd. Total sample size was 50. Among the total respondents 29
respondents were dissatisfied and 5 respondents were satisfied. Others were uncertain and
highly dissatisfied. The ratio among them is given below as the bar chart:
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Q 30. How satisfied are you with the way Agrani Bank's issue/cash fixed deposits
How satisfied are you with the way Agrani Bank's issue/cash fixed deposits
Frequency Percent Valid Percent
Cumulative
Percent
Valid Dissatisfied 5 10.0 10.0 10.0
Uncertain /
Neutral 19 38.0 38.0 48.0
Satisfied 23 46.0 46.0 94.0
Highly Satisfied 3 6.0 6.0 100.0
Total 50 100.0 100.0
From this question I found that most of the respondents were agreed with this question.
Among the total respondents, 23 respondents were satisfied and 19 respondents were
neutral. Also 5 respondents were dissatisfied and 3 respondents were highly satisfied.
The ratio between them is given below in the bar chart:
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Q 31. How satisfied are you with the time you have to wait for a service at Agrani
Bank's
Branches
How satisfied are you with the time you have to wait for a service at Agrani Bank's
branches
Frequency Percent Valid Percent
Cumulative
Percent
Valid Highly
Dissatisfied 4 8.0 8.0 8.0
Dissatisfied 26 52.0 52.0 60.0
Uncertain /
Neutral 11 22.0 22.0 82.0
Satisfied 9 18.0 18.0 100.0
Total 50 100.0 100.0
Here analysis shows that most of the respondents were dissatisfied which was 52 %.
They were not satisfied with the time have to wait for a service at Agrani Bank’s
branches. Among the total respondents 52 % were dissatisfied and 22 % were neutral.
Others were satisfied and highly dissatisfied. The ratio among them is given below in the
pie chart.
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32. How do you feel when you go to a Agrani Bank's branch.
How do you feel when you go to a Agrani Bank's branch
Frequency Percent Valid Percent
Cumulative
Percent
Valid Warm welcome 11 22.0 22.0 22.0
Uncertain
/ Neutral 16 32.0 32.0 54.0
Ignored 23 46.0 46.0 100.0
Total 50 100.0 100.0
Here, analysis shows that most of the respondents feeling were bad that is represented by
ignored point in the question. Among the total respondents 23 persons feeling were bad
and 16 persons feeling were neutral that is no commends situation. Others feelings were
good that is represented by warm welcome point in the question. The ratio of the
respondents is shown below with a bar chart.
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33. Would you recommended Agrani Bank to your relatives/ friends/colleagues
Would you recommended Agrani Bank to your relatives/ friends/colleagues
Frequency Percent Valid Percent Cumulative Percent
Valid Yes 20 40.0 40.0 40.0
No 30 60.0 60.0 100.0
Total 50 100.0 100.0
Our last question was would you recommend Agrani Bank to your relatives, friends or
colleagues? Here, it is obvious that 30 respondents were said no and 20 respondents were
said yes. So, from this I can conclude that most of the respondents that is about 60
percentages of total respondents did not recommend Agrani Bank to their relatives,
friends or colleagues.
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3.8 Special Findings
After analysis the entire questions, I have come up with some special findings. The
summary of findings is given below:
 When Agrani Bank promises to do something by a certain time, it does so. After
analysis this statement, I found that most of the respondents give their opinion as
a disagreed.
 Agrani Bank shows a sincere interest in solving customers’ problem. This
statement’s analysis shows that most of the respondents think this statement is
right. Agrani Bank shows a sincere interest.
 Agrani Bank provides its services at the time it promises to do so. From the
analysis I found that most of the respondents think that Agrani Bank provides its
services at the time.
 Agrani Bank keeps customers informed about when services will be performed.
After analysis this statement, result sows that among the total respondents most of
the respondents give the disagreed opinion.
 The employees in Agrani Bank always willing to help customers.  The analysis
shows that most of the respondents think employees in Agrani Bank always
willing to help their customers.
 The employees in Agrani Bank are never too busy to respond to customers’
request. After analysis this statement I found that most of the respondents were
agreed and their perception of employees of Agrani Bank are never too busy to
respond their customers’ request.
 The behavior of the employees of the Agrani Bank inspires confidence in
customers. I found that most of the respondents give the disagreed opinion with
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this statement. They think behavior of Agrani Bank’s employees is good but not
so good.
 Customers feel safe in their transactions with Agrani Bank. After analysis this
statement I found that most of the respondents think they feel safe while they
transacted with Agrani Bank.
 The employees in Agrani Bank have the knowledge to answer customers’
questions. After analysis I found that among the total respondents most of the
respondents were agreed with this statement.
 Agrani Bank gives customer individual attention. From this statement I found that
most of the respondents disagreed with this statement. They think that Agrani
Bank does not give them individual attention.
 The employees in Agrani Bank understand customers’ specific needs. After
analysis this statement I found that most of the respondents had given their
opinion between neutral and agreed point.
 Agrani Bank has modern looking and hi-tech equipments. After analysis this
statement I found that most of the respondents think that Agrani Bank not modern
looking and has no hi-tech equipments.
 Agrani Bank’s physical facilities are visually appealing. With this statement most
of the respondents was given neutral opinion.
 The employees of the Agrani Bank appear neat. After analysis I found that some
respondents were agreed with this statement but most of the respondents think the
employees of the Agrani Bank not appear neat.
 Agrani Bank has convenient business hours. From this statement I found that
most of the respondents think Agrani Bank has convenient business hours.
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 How satisfied are customers with the behavior of Agrani Bank’s staff? After
analysis this question I found that most of the respondents are not satisfied. They
think the behavior of Agrani Bank’s staffs not so good.
 How satisfied are customers with product knowledge of Agrani Bank’s staffs?
From this question I found that most of the respondents think the product
knowledge of Agrani Bank is well. Respondents are satisfied about their
knowledge.
 How satisfied are customers with the fees/service charges of the Agrani Bank?
From this question I found that most of the respondents are highly satisfied. They
have no any complain about fees or service charges.
 How satisfied are customers with cheque book/ delivery? After analysis I found
that most of the respondents are highly dissatisfied with cheque book/delivery.
 How satisfied are customers with the time customers have to wait for service at
Agrani Bank’s branches? After analysis I found that most of the respondents think
they suffer so much time when they have to wait for a service at Agrani Bank
branches. They are dissatisfied.
 How do customers feel when customers go to Agrani Bank branches? From the
analysis of this question I found that most of the respondents feeling were bad that
represented by ignored point.
 My last question was, would customer recommend Agrani Bank to their relatives,
friends or colleagues? After analysis this question I found that most of the
respondents that is about 60 percentages of total respondents did not recommend
Agrani Bank to their relatives, friends or colleagues.
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4.0 RECOMMENDATIONS & CONCLUSION
4.1 Recommendations
From my research and analysis I got lot of result about the customers’ satisfaction of
service quality of Agrani Bank ltd. I identified that many of the respondents from my
sample aware about the service quality of Banking activities. I have come up with some
points, which can improve the efficiency as well as quality of the service. The points are
as below:
 Agrani Bank ltd should be more commit to do something by a certain time.
Because I found that most of the customers have given the disagreed opinion with
the statement is when Agrani Bank promises to do something by a certain time, it
does so.
 Agrani Bank ltd should be more communicate with their customers when services
will be performed. Because I found that most of the customers have given the
disagreed opinion with the statement is Agrani Bank ltd keeps customers
informed about when services will be performed.
 To inspire confidence in customer’s mind the employees of Agrani Bank ltd’
behavior should be more effective. Because I found that most of the customers
have given the disagreed opinion with the statement is the employees in Agrani
Bank ltd’ behavior inspires confidence in customers.
 Agrani Bank ltd should be give more individual attention to their customers.
Because customers think that they don’t get enough individual attention.
 To inspire and encourage the customers of Agrani Bank ltd should be use hi-tech
equipments and enhance in to modern looking.
 Agrani Bank ltd should be computerize all its functions and should provide online
banking facility at all branches.
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 Agrani Bank ltd should be more flexible in case of cheque book /delivery.
Because I found that most of the customers were highly dissatisfied for the
question is how satisfied are customers with the cheque book/delivery.
 Customers are always willing to get their service at a time. Agrani Bank ltd
should be provided their service at a time. Because I found that most of the
customers were dissatisfied for the question is how satisfied are customers with
the time customers have to wait for a service at Agrani Bank ltd.
 Agrani Bank ltd’ branches should be make a friendly environment to their
customers. Because I found that most of the customers were feel ignored when
they were came in Agrani Banks’ branches to take services.
 Agrani Bank ltd should be offers more facilities to the customers such as credit
cards, visa cards, ATM booths etc.
 Agrani Bank ltd need to give more emphasize on their service quality because
survey shows customers are very much quality oriented in Banking than ever
before.
 To retain their customers and make them loyal Agrani Bank ltd should be give
some exclusive offering. It can be different types of loan like car loan, study loan
etc and lower interest for loan, increase the interest rate for deposits.
By considering the above recommendations the Agrani Bank can improve their service
quality and satisfied their customers with effectively and efficiency and makes them loyal
customers of Agrani Bank ltd.
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4.2 Conclusion
This report is an effort to reflect a clear idea about the customers’ perception &
satisfaction of service quality of Agrani Bank ltd. From my research I also found
quality has more priority in terms of selecting the different type of schemes according to
the customer perception. I present this report on the basis of the knowledge and
experience gained during the internship period. Throughout the report my objective
is to seek and find out the customer satisfaction of service quality of Agrani Bank
ltd. From this report I found that most of the customers of the bank are dissatisfied about
the service quality of the bank. To satisfy these customers, the management can take
some attempts, noted earlier as recommendations. Considering the volume of operation
and limitations of resources and proper management the bank is doing better than many
modern banks. If it’s possible for the bank management to provide recommended
services, the perception of the customers will be positive about the service quality of the
Agrani Bank.
Agrani Bank ltd started with a vision to be the most efficient financial intermediary in
the country and it believes that the day is not far off when it will reach its desired
goal. Agrani Bank Limited looks forward to a new horizon with a distinctive mission
to become a highly competitive modern and transparent institution comparable to any
of its kind at home and abroad.
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5.0 Internship Experience
The internship report is a basic requirement for the BBA program. I have completed my
Internship at Agrani Bank ltd, Amin court corporate Branch. From the Opening an
account to closing the account, generally activities are done in the customer service. How
to open an account, How to maintain an account and all source of information for the
customers are the activities of the customer service. Besides I have taken complaint from
the client & give it to Customer in charge officer. I also helped customers to open an
account. Cash department is the most vital department of a bank and it is call blood of a
bank. It is a platform to communicate with customers. Cash department receives & pays
cash directly. In clearing department I receive cheques from customers. Here I engaged
myself with data entry. The internship program has been set for 90 days’ period. I believe
this study will be beside me in future, especially if I get myself involved in banking and
activities related to other financial institutions. The program has helped me a lot to
understand the organizational atmosphere and behavior.
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Questionnaire
“Customers’ Perception and Satisfaction of service quality- A case
Study on Agrani Bank Ltd.”
I am the student of BBA, Eastern University conducting an Internship report survey about
“Customers’ perception & satisfaction of service quality: A case Study on Agrani Bank
ltd” and would like to know your views and opinions. Would you mind spending a few
minutes to help me by completing this questionnaire? The data collected through the
survey will be used for only developing the internship report and will not be disclosed
elsewhere.
Please put the tick (√) marks in the appropriate box.
1. Gender
  Male                           Female
2. Age
  15-30 yrs   31-45 yrs   46-60 yrs   more than 60
3. Occupation:
  Service holder            Business person                others…………….
Strongly   Agree    Neutral    Disagree   Strongly
Agree                                                      Disagree
Perception Statements in the Reliability Dimension
4. When Agrani Bank ltd promises to do something
by a certain time, it does so…………………       5 4             3           2 1
5. When you have a problem, Agrani Bank ltd shows
a sincere interest in solving your problems….       5          4             3 2 1
6. Agrani Bank ltd performs the right service at
first time……………………………………..       5 4              3           2 1
7. Agrani Bank ltd. provides its services at the time
it promises to do so……………………………    5 4              3           2 1
8. Agrani Bank ltd. keeps you informed about when
services will be performed………………….. 5           4             3 2 1
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Strongly   Agree    Neutral Disagree   Strongly
Agree Disagree
Statements in the Responsiveness Dimension
9. The employees in Agrani Bank give you prompt
Service……………………………………….     5            4 3           2 1
10. The employees in Agrani Bank always willing
to help you…………………………………...     5 4              3 2 1
11. The employees in Agrani Bank are never
too busy to respond to your request………….      5 4              3           2 1
Statements in the Assurance Dimension
12.   The behavior of the employees of the
Agrani Bank inspires confidence in you………5 4              3 2 1
13. You feel safe in your transactions
with Agrani Bank ltd ………………………… 5 4               3          2 1
14. The employees in Agrani Bank consistently
courteous with you…………………………..     5 4               3          2 1
15. The employees in Agrani Bank have the
knowledge to answer your questions……….     5 4               3          2 1
Statements in the Empathy Dimension
16. Agrani Bank ltd gives you individual attention...  5 4               3          2 1
17. Agrani Bank has employees who give you
individual attention…………………………       5 4               3           2 1
18. Agrani Bank has your best interests at heart….     5 4               3           2 1
19. The employees in Agrani Bank understand
your specific needs…………………………       5 4                3 2 1
Statements in the Tangibles Dimension
20. Agrani Bank has modern-looking and hi-tech
equipments………………………………….       5            4                3 2 1
21. Agrani Bank’s physical facilities are visually
appealing……………………………………       5 4               3           2 1
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Strongly   Agree    Neutral    Disagree   Strongly
Agree Disagree
22. The employees of the Agrani Bank appear neat…5 4                3          2
1
23. Materials associated with the service
are visually appealing at the Agrani Bank ltd        5            4 3          2 1
24. Agrani Bank has convenient business hours…     5            4 3          2 1
Statements in the Satisfaction Dimension            Highly    Satisfied    Neutral    Dissatisfied
Highly
Satisfied
Dissatisfied
25. How satisfied are you with the behavior
of Agrani Bank’s staff …………………………    5 4              3            2 1
26. How satisfied are you with the product
knowledge of Agrani Bank’s staffs…………...      5 4               3           2 1
27. How satisfied are you with the fees/service
charges of the Agrani Bank……………………… 5 4               3            2 1
28. How satisfied are you with the way you
receive your statements………………………...   5 4               3             2 1
29. How satisfied are you with the cheque
book/ delivery………………………………         5              4               3 2 1
30. How satisfied are you with the way Sonali
bank’s issue/cash fixed deposits  ……………       5 4               3            2 1
31. How satisfied are you with the time you have
to wait for a service at Agrani Bank’s branches….. 5 4 3 2 1
32. How do you feel when you go to a Agrani Bank’s
branch…………………………………..
1. Warm welcome                2. Neutral                        3. Ignored
33. Would you recommended Agrani Bank to your relatives/
friends/colleagues…………………
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1. Yes             2. No
THANK YOU VERY MUCH
Frequency Table:
Statistics
Gender Age
Occupati
on
When
Agrani
Bank
promises to
do
something
by a certain
time, it
does so
Agrani
Bank
shows a
sincere
interest in
solving
your
problems
Agrani
Bank
performs
the right
service at
first time
N Valid 50 50 50 50 50 50
Missing 0 0 0 0 0 0
Mean 1.4000 2.1800 1.7600 3.2200 3.7400 3.3400
Median 1.0000 2.0000 2.0000 3.0000 4.0000 3.0000
Mode 1.00 2.00 2.00 3.00 4.00 3.00(a)
Std. Deviation .49487 1.02400 .68690 .86402 .77749 1.02240
Variance .245 1.049 .472 .747 .604 1.045
Minimum 1.00 1.00 1.00 1.00 2.00 1.00
Maximum 2.00 4.00 3.00 5.00 5.00 5.00
Statistics
Agrani
Bank
provides
its
services
at the
time it
promises
to do so
Agrani
Bank
keeps you
informed
about when
services
will be
performed
The
employee
s in Agrani
Bank give
you
prompt
Service
The
employees
in Agrani
Bank
always
willing to
help you
The
employees
in Agrani
Bank are
never too
busy to
respond to
your
request
N Valid 50 50 50 50 50
Missing 0 0 0 0 0
Mean 3.7800 3.1000 3.5200 3.9400 3.9600
Median 4.0000 3.0000 4.0000 4.0000 4.0000
Mode 4.00 3.00 4.00 4.00 4.00
Std. Deviation .78999 1.01519 .73512 .65184 .72731
Variance .624 1.031 .540 .425 .529
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Minimum 2.00 1.00 2.00 3.00 2.00
Maximum 5.00 5.00 5.00 5.00 5.00
Statistics
The
behavior
of the
employee
s of the
bank
inspires
confidenc
e in you
You feel
safe in your
transaction
s with
Agrani
Bank
The
employees
in Agrani
Bank
consistently
courteous
with you
The
employees
in Agrani
Bank have
the
knowledge
to answer
your
questions
Agrani
Bank
gives you
individual
attention
N Valid 50 50 50 50 50
Missing 0 0 0 0 0
Mean 3.3800 3.6000 3.2400 4.0000 3.0400
Median 3.0000 4.0000 4.0000 4.0000 3.0000
Mode 3.00 4.00 4.00 4.00 3.00
Std. Deviation .77959 .83299 1.02140 .78246 .78142
Variance .608 .694 1.043 .612 .611
Minimum 2.00 2.00 1.00 2.00 2.00
Maximum 5.00 5.00 5.00 5.00 5.00
Statistics
Agrani
Bank has
employee
s who
give you
individual
attention
Agrani
Bank has
your best
interests
at heart
The
employee
s in Agrani
Bank
understan
d your
specific
needs
Agrani
Bank has
modern-
looking
and hi-
tech
equipment
s
Agrani
Bank's
physical
facilities
are
visually
appealing
N Valid 50 50 50 50 50
Missing 0 0 0 0 0
Mean 3.1200 3.5600 3.4600 2.3800 3.2600
Median 3.0000 4.0000 3.0000 2.0000 3.0000
Mode 3.00 4.00 3.00 2.00 3.00
Std. Deviation .96129 1.05289 .78792 .77959 .59966
Variance .924 1.109 .621 .608 .360
Minimum 1.00 1.00 2.00 1.00 2.00
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Maximum 5.00 5.00 5.00 4.00 4.00
Statistics
The
employees of
the Agrani
Bank appear
neat
Materials
associated
with the
service are
visually
appealing at
the bank
Agrani Bank
has
convenient
business
hours
N Valid 50 50 50
Missing 0 0 0
Mean 3.5000 3.3400 3.7800
Median 3.0000 3.0000 4.0000
Mode 3.00 3.00 4.00
Std. Deviation .83910 .79821 .73651
Variance .704 .637 .542
Minimum 2.00 2.00 2.00
Maximum 5.00 5.00 5.00
Statistics
Statistics
How satisfied
are you with
the behavior of
Agrani Bank's
staff
How satisfied
are you with
the product
knowledge of
Agrani Bank's
staffs
How do you
feel when you
go to a Agrani
Bank's branch
would you
recommended
Agrani Bank
to your
relatives/
friends/collea
gues
How satisfied
are you with
the way Agrani
Bank's
issue/cash
fixed deposits
N Valid 50 50 50 50 50
Missing 0 0 0 0 0
Mean 2.3600 3.4400 2.2400 1.6000 3.4800
Median 2.0000 4.0000 2.0000 2.0000 4.0000
Mode 2.00 4.00 3.00 2.00 4.00
Std. Deviation .85141 .83690 .79693 .49487 .76238
Minimum 1.00 1.00 1.00 1.00 2.00
Maximum 4.00 5.00 3.00 2.00 5.00
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